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Purpose

To objectively assess resident satisfaction with
the delivery of major City services

To help determine priorities for the community
To measure trends from previous surveys

To compare the City’s performance with other
similar sized communities



gt Methodology —

Survey Description

seven-page survey; includes many of the same questions asked on
previous surveys

11t resident survey conducted for the City

Method of Administration

by mail and online to random sample of City residents

each survey took approximately 15-20 minutes to complete
Sample size:

total of 637 completed surveys

demographics of survey respondents accurately reflects the actual
population of the City

Confidence level: 95%
Margin of error: +/- 3.8% overall



Demographics: Race/Ethnicity

by percentage of respondents (multiple choices could be made)

49%
White

50%

Black/African American

Hispanic Good Representation
by Race/Ethnicity

6%
Asian/Pacific Islander
5%

0% 10% 20% 30% 40% 50% 60%

Bl Durham Survey F9U.S. Census Data - Durham

Source: ETC Institute (2020)

70%



Demographics: Your gender:

by percentage of respondents (excluding “not provided”)

Durham Survey U.S. Census Data - Durham
Male
50% Male
48%

Female Female
50% 52%

Good Representation
by Gender

Source: ETC Institute (2020)



Good Representation
throughout the City




~~— Bottomtine UpFront—

Residents Have a Positive Perception of the City
83% rated the City as an excellent or good place to live
76% are satisfied with the overall quality of life in their neighborhood

Satisfaction Ratings Are Similar to 2019

Durham Rates 21% Above the Average for Large Cities in the
Overall Quality of City Services

Durham Rates 33% Above the Average for Large Cities in
Customer Service from City Employees

Overall Priorities Over the Next 2 Years:
Public Schools
Maintenance of City Streets
Police Protection



Major Finding #1

Residents Have a Positive
Perception of the City




Q3. Satisfaction with Items That May Influence Your
Perception of Durham

by percentage of respondents (excluding NA)

Quality of life in your neighborhood 32% 44% 14% 8% |

Quality of life in Durham 16% 47% 24% 10% %
Quality of services provided by City 54% 27%
Quality of services provided by County 52% 33%

Appearance of Durham 47% 25% 15% ¥

Image of Durham 39% 29% 14%
Value you receive for your local property taxes 33% 32% 18% m
Management of development & growth g 31% 30% 23%
0% 20% 40% 60% 80% 100%

M Very Satisfied Satisfied Neutral Dissatisfied M Very Dissatisfied
Source: ETC Institute (2020)

More Than a 6-1 Ratio of Residents Who Are Satisfied vs. Dissatisfied with the Overall Quality

of Services Provided by the City (63% vs. 10%)



Q24. Overall Ratings of the Community

by percentage of respondents (excluding NA)

As a place to live

As a place to work

As a place to visit

As a place to play

As a place to raise children

As a community that is moving
in right direction

As a place to retire

As a place to start a business

As a place to educate children

Source: ETC Institute (2020}

0%

54% 9% 5%%
54% 12% 4%%
50% 18% 1% ¥

49% 20% 9%
46% 21% 11% =2
40% 26% 7% D

40% 23% 11%
41% 30% 6% v
27% 20%
20% 40% 60% 80% 100%
M Excellent Good Neutral Below Average WM Poor

Over 80% Rated the City as Excellent/Good Place to Live and Work



Q1. Satisfaction with Major Categories of
City and County Services

by percentage of respondents (excluding NA)

453%
48%
39%

Quality of library services & programs

Quality of fire & life safety programming
Quality of EMS services

Response time for fire services

Response time for EMS services

Quality of water & sewer utilities

Customer service you receive from City employees
Customer service you receive from County employees
Quality of parks & recreation programs
Effectiveness of communication with the public
Quality of police protection

Quality of public health services

Quality of sheriff protection

Quality of private schools

Ease of travel within Durham

Quality of tax administration services
Enforcement of codes & ordinances

Quality of bicycle facilities

Durham County Department of Social Services
Quality of charter schools

Quality of public transit system

Quality of pedestrian facilities
Quality of public schools

Maintenance of City streets

36%
49% 22%
453% 24%
43% 30%
45% 26%
46% 28%
39% 31%
39% 36%
37% 38%
29% 41%
39% 28%
39% 38%
34% 39%
29% 28%
26% 43%
29% 43%
26% 37%
29% 24% 27%
27% 32% 21%
27% 22% 30%

0% 20% 40% 60% 80% 100%

M Very Satisfied Satisfied Neutral Dissatisfied B Very Dissatisfied
Source: ETC Institute (2020)

Most Services Get High Ratings. Public Schools and Transportation-Related Issues (Street Maintenance,

Pedestrian Facilities) Are the Only Areas with Significant Levels of Dissatisfaction.



Gl

Resident Satisfaction

Mean rating on a 5-point scale

B 1.0-1.8Poor

1.8-2.6 Below Average
2.6-3.4 Neutral
3.4-4.2 Good

B 4.2-5.0 Excellent

b

NS

Rating the City as a Place to Live

A
EL
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Major Finding #2
Trend Analysis




—Trends ==

P — v
Notable Satisfaction Increases Since 2019

(JEase of travel within Durham

JAppropriateness of City employees’ response to residents

dCondition of neighborhood streets

dCourtesy of City employees

JHow easy the City was to contact

JFeeling of safety when visiting parks

Notable Satisfaction Decreases Since 2019
(dYard waste collection services
dPolice relationship with the community
(JEnforcing codes and ordinances
JQuality of Downtown parking facilities
(dOutdoor athletic fields and courts
(dCondition of aquatic facilities
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Trends: Q1. Satisfaction with Major Categories of City Services -

2020 & 2019

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding NA)

Quality of water & sewer utilities

Customer service you receive from City employees
Quality of parks & recreation programs

f Effectiveness of communication with the public
‘Quality of police protection

Quality of private schools

f Ease of travel within Durham

’ Enforcement of codes & ordinances

Quality of bicycle facilities

Quality of charter schools

Quality of public transit system

Quality of pedestrian facilities

Quality of public schools
fMaintenance of City streets

0%

Source: ETC Institute (2020

Significant Increases From 2019:

68%
67%
63%
66%
66%
63%
53%
59%
59%
53%
53%
49%
40%
49%
49%
42%
39%
40%
34%
37%
36%
37%
37%
36%
33%
35%
29%
34%
40% 60% 80% 100%
2019 W2020

Significant Decreases From 2019:




Trends: Q22d. Satisfaction with City Customer Service
2020 & 2019

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale {excluding NA)

73%
f(iourtesy of City employee(s) you interacted with
79%

67%

fﬁppropriateness of City employees' response
74%

66%

fHow easy City government was to contact
72%

67%

f,ﬂ.ccu racy of information you were given
72%

66%

le'meIiness of City employees' response
70%

61%

fThe resolution of your issuef/concern

0% 20% 40% 60% 80%

Source: ETC Institute (2020) 2015 2020

Significant Increases From 2019: Significant Decreases From 2019:

100%
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Major Finding #3

Comparisons to Other Communities




Benchmarking: Q1. Satisfaction with Major Categories of Services
Durham vs. U.S. Communities with Population 150,000-400,000

fQuaIit\; of library services & programs

Quality of fire & life safety programming
fQuality of EMS services

‘ Response time for fire services

Response time for EMS services

Quality of water & sewer utilities

f(:ustomer service you receive from City employees
Quality of parks & recreation programs

f Effectiveness of communication with the public
‘Qualiw of police protection

Enforcement of codes & ordinances

’Qualiw of public transit system

‘Quality of public schools

‘ Maintenance of City streets

0%
M City of Durham

Significantly Higher:

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale {excluding NA]}

81%
75%
77%
78%
77%
69%
76%
82%
73%
75%
67%
66%
66%
33%
63%
63%
59%
40%
53%
59%
42%
44%
37%
50%
35%
41%
34%
45%
40% 60% 80%

U.S. Communities with a Population of 150k-400k

Significantly Lower:

100%



Benchmarking: Q3. Perception of Durham
Durham vs. U.S. Communities with Population 150,000-400,000

= by percentage of respondents who rated the item as a4 or5 on a 5-point scale [excluding NA)

63%
‘ Quality of life in Durham

70%

63%

f Quality of services provided by City
42%
55%
fﬂ.ppearance of Durham
418%
50%

’ Image of Durham

63%
f\falue you receive for your local property taxes

33%
Management of development & growth
35%
0% 20% 40% 60% 80% 100%

I City of Durham U.S. Communities with a Population of 150k-400k

Significantly Higher: Significantly Lower:



Benchmarking: Q24. Overall Ratings of the Community
Durham vs. U.S. Communities with Population 150,000-400,000

= by percentage of respondents who rated the item asa 4 or 5 on a 5-point scale [excluding NA)}

fﬁs a place to live

83%

51%

82%

ffi\s a place to work

45%

71%

fﬁs a place to visit

47%

63%

fﬁs a place to raise children
52%

As a community thatis 60%

moving in right direction

42%

59%

fﬁs a place to retire

46%

0% 20% 40% 60% 80% 100%

M City of Durham U.S. Communities with a Population of 150k-400k
Source: ETC Institute (2020}

Significantly Higher: Significantly Lower:



Benchmarking: Q15. Satisfaction with City Maintenance
Durham vs. U.S. Communities with Population 150,000-400,000

— by percentage of respondents who rated the item asa 4 or 5 on a 5-point scale (excluding NA)

f Condition of trails & greenways

’ Condition of parks & open space
fCOndition of streets in your neighborhood
Outdoor athletic fields & courts

Condition of sidewalks in your neighborhood

' Appearance of landscaping on right of ways,
along streets, & in public areas

Condition of bicycle facilities

54%

54%

40%

54%

53%

47%

45%

45%
50%

38%

36%

63%

60%

66%

0% 20% 40% 60%

Significantly Higher:

80% 100%

Ml City of Durham U.S. Communities with a Population of 150k-400k

Significantly Lower:



Benchmarking: Q22d. Satisfaction with City Customer Service
Durham vs. U.S. Communities with Population 150,000-400,000

== by percentage of respondents who rated the item as a 4 or 5 on a 5-point scale {excluding NA)

79%

f Courtesy of City employee(s) you interacted with
64%

72%

How easy City government was to contact
74%

72%

fﬁccuracy of information you were given
55%

70%

fTimeliness of City employees' response
61%

65%

fThe resolution of your issue/concern
37%

0% 20% 40% 60% 80%

I City of Durham U.S. Communities with a Population of 150k-400k
Source: ETC Institute (2020)

100%

Significantly Higher: Significantly Lower:
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Major Finding #4

Top Priorities




Importance-Satisfaction Rating

Major Categories of City and County Services
= Durham, North Carolina (City)

e Most i i Importance- .
Most ) } Satisfaction } ) |1-5 Rating
. Important % Important Satisfaction % Rank Sa'llsfa.c'tlnn Rank
Category of Service Rank Rating
Very High Priority (IS > 0.20)
Quality of public schools 41% 2 35% 23 0.2658 1
Maintenance of City streets 36% 3 34% 24 0.2377 2
Quality of police protection 50% 1 53% 11 0.2369 3
High Priority (1S 0.10-0.20)
Quality of pedestrian facilities 16% 4 36% 22 0.1038 4
Medium Priority (IS < 0.10)
Quality of public transit system 10% 8 37% 21 0.0659 5
Quality of public health services 14% 5 53% 12 0.0654 6
Quality of bicycle facilities 10% 9 40% 18 0.0604 7
Ease of travel within Durham 12% 6 49% 15 0.06e02 8
Quality of sheriff protection 12% 7 50% 13 0.0581 9
Durham County Department of Social Services 8% 12 39% 19 0.0497 10
Enforcement of codes & ordinances 7% 13 42% 17 0.0382 11
Quality of water & sewer utilities 10% 10 67% 6 0.0331 12
Quality of parks & recreation programs 8% 11 63% 9 0.0207 13
Effectiveness of communication with the public 6% 14 59% 10 0.0235 14
Quality of tax administration services 2% 20 49% 16 0.0118 15
Quality of fire & life safety programming 5% 15 77% 2 0.0116 16
Customer service you receive from City employees 3% 18 66% 7 0.0095 17
Quality of charter schools 1% 22 37% 20 0.0088 18
Quality of EMS services 3% 17 T7% 3 0.0075 19
Quality of library services & programs 4% 16 81% 1 0.0074 20
Response time for EMS services 2% 19 73% 5 0.0066 21
Customer service you receive from County employees 1% 23 63% 8 0.0049 22
Response time for fire services 2% 21 76% 4 0.0041 23
Quality of private schools 0% 24 49% 14 0.0000 24

Overall Priorities:




Importance-Satisfaction Rating

City Maintenance
Durham, North Carolina (City)

Most Most . . Satisfaction Imp.nrtarfne- I-S Rating

. Important % Important Satisfaction % Rank Sa'tlsfz!c'tlnn Rank
Category of Service Rank Rating
Very High Priority (IS > 0.20)
Condition of public school facilities 43% 1 33% 12 0.2892 1
High Priority (1S 0.10-0.20)
Condition of streets in your neighborhood 42% 2 54% 4 0.1944 2
Condition of parking 29% 4 38% 9 0.1813 3
Condition of sidewalks in your neighborhood 31% 3 47% 7 0.1633 4
}:ntizstagr:a;c;c;fulbalr:sai:zisng on right of ways, along 26% 5 459 g 0.1447 5
Condition of bicycle facilities 18% 8 38% 10 0.1138 6
Medium Priority (IS < 0.10)
Appearance of major entryways to Downtown Durham 18% 7 418% 6 0.0961 7
Condition of parks & open space 23% 6 60% 3 0.0923 3
Condition of recreation centers & facilities 12% 10 51% 5 0.0586 9
Condition of trails & greenways 15% 9 63% 2 0.0555 10
Condition of aguatic facilities 5% 11 37% 11 0.0308 11
Condition of public art 3% 12 63% 1 0.0123 12

Maintenance Priorities:
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Major Finding #5
Results by Race/Ethnicity




Q1-1. Overall Quality of Police Protection

by percentage of respondents who rated the item as a4 or5 on a 5-point scale [excluding NA)

Black/African American

Hispanic

56%

White

Overall 53%

0% 20% 40% 60% B0%

Source: ETCInstitute (2020}

100%

29



Q9-1. Feeling of Safety When Walking Alone in Your
Neighborhood at Night

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding NA)

Black/African American 86%
Hispanic 91%
White 92%
Overall 89%
0% 20% 40% 60% 80% 100%

Source: ETC Institute (2020)
30



Q9-4. Feeling of Safety In Durham Overall

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding NA)

Black/African American

Hispanic

48%

White

Overall

0% 10% 20% 30% 40% 50% 60%

Source: ETC Institute (2020)
31



Q10-1. Overall Police Relationship with Your Community

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale (excluding NA)

Black/African American

Hispanic 52%

57%

White

Overall

0% 20% 40% 60% 80%

Source: ETC Institute (2020}

100%
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Q14-1. Current State of Race Relations

by percentage of respondents who rated the item as a4 or5 on a 5-point scale (excluding NA

Black/African American

Hispanic

41%

White

Overall 38%

0% 20% 40% 60% B0%

Source: ETCInstitute [2020)



Q14-2. Progress Addressing Racial Equity

by percentage of respondents who rated the item as a4 or 5 on a 5-point scale [excluding NA)

Black/African American

Hispanic

49%

White

Overall

0% 20% A40% 60% 80%

Source: ETCInstitute (2020}



Q22a-3. Your Experience Engaging with the City Government Process
by percentage of respondents who rated the item as a4 or5 on a 5-point scale [excluding NA)

Black/African American
Hispanic 46%
White 45%
Overall 43%
0% 20% A40% 60% 80%

Source: ETC Institute (2020}



Q11. Dissatisfaction with the Availability of Affordable Housing

by percentage of respondents who rated the item as a1 or 2 on a 5-point scale (excluding NA)

65%

Black/African American

Hispanic

White

Overall

0% 20% 40% 60% 80% 100%

Source: ETC Institute (2020)
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Q25. Government Services That Should Receive the

Highest Priorities for Increased Funding

by percentage of respondents (five choices could be made)

Rank ~ Dlackiffmcan Hispanic % White % Overall %
Public school Public school Public school
Affordable operations o operations operations o
1st housing 4% | deachers. | °® | (teachers. | ‘' | (teachers %
salaries) salaries) salaries)
Public school
operations Affordable . | Afordable Affordable .
2nd (teachers, 67% housing 62% housing 26% housing 63%
salaries)
Street Street . Street Street .
3rd maintenance 48% maintenance 6% maintenance 48% maintenance A%
Job creation/ Social . Social Job creation/ .
4th ranng | Y% | services | ¥ | services | 4%% training 1%
Youth Job creation/ Youth Youth
Sth programming - fraining 9% programming S programming 1%

Source: ETC Institute (2020}

37
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Major Finding #6
COVID-19




Q4. Satisfaction with How Government Reponded to the
COVID-19 Pandemic

by percentage of respondents (excluding NA)

City Government 43% 19% 1% 0

State Government 41% 15%
County Government 43%
Durham Public School System 33%
Federal Government 14% 14% 24%
0% 20% 40% 60% 80% 100%

I Very Satisfied Satisfied Neutral Dissatisfied Bl Very Dissatisfied
Source: ETC Institute (2020

69% Are Satisfied with the City’s Response to COVID-19; Only 12% Are Dissatisfied

Nationally, Only 37% Are Satisfied with Their City’s Response to COVID-19



Q5. Areas Most Important for the City/County to Spend
Resources on During the COVID-19 Pandemic

by percentage of respondents who selected the item as one of their top five choices

Housing & rent assistance 65%

Preventing COVID-19 spread 58%

Food 55%
Helping small businesses 52%

Ensuring access to medical health services 51%

Ensuring safe schooling through Durham

39%
public schools i

Utility payment assistance 34%
Creating more testing access 26%
Providing PPE/protective equipment 23%

Ensuring access to behavioral health services 22%

Communicating information about COVID-19

Quarantine spaces for families & individuals 9%

0% 10% 20% 30% 40% 50% 60% 70%

M Most Important 2nd Choice 3rd Choice 4th Choice 5th Choice
Source: ETC Institute (2020)
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Other Findings




! Q20. Ranking the Importance of Planning Goals

by percentage of respondents (without “not provided")

Residents learn about new development
with enough notice to have their voice
heard in the process

It is easy for residents to have a say in
new development proposals

More racially & economically integrated
neighborhoods

Shopping & employment opportunities
close to where | live

A greater variety of housing types &
sizes in my neighborhood

Character of my neighborhood should
remain the same

Source: ETC Institute (2020)

6%

0% 20%

40% 60% 80% 100%

B Most Important (1) P92 #°3 74 W5 M Lleast Important (6)
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Q25. Government Services That Should Receive the
Highest Priorities for Increased Funding

by percentage of respondents (five choices could be made)

71%

Public school operations (teachers, salaries)
Affordable housing 63%

Street maintenance

lob creation/training

Youth programming

Social services

Law enforcement-led safety initiatives
Universal Pre-K

Community-led safety initiatives

Sidewalk construction

Court services

I would not increase funding for any of these

0% 10% 20% 30% 40% 50% B0% T0%
Source: ETC Institute [2020)

B0%
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Summary




- Summary =

Residents Have a Positive Perception of the City
83% rated the City as an excellent or good place to live
76% are satisfied with the overall quality of life in their neighborhood

Satisfaction Ratings Are Similar to 2019

Durham Rates 21% Above the Average for Large Cities in the
Overall Quality of City Services

Durham Rates 33% Above the Average for Large Cities in
Customer Service from City Employees

Overall Priorities Over the Next 2 Years:
Public Schools
Maintenance of City Streets
Police Protection

45
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Questions?




